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	Handling Challenging Situations

	Customer Service Series – Workshop #4

	Facilitator Guide


	


Learning Outcomes:

By the end of this session, learners will be able to:

· Assess one’s confidence and ability in handling conflict, 
· Use active listening skills and communicate information clearly and accurately to others,
· Understand why policies and procedures are in place to prevent and resolve difficult situations, and 

· Learn problem solving strategies to resolve difficult situations and maintain a loyal customer base.
	TIME
2 hours
	ACTIVITY/TOPIC
	HANDOUT

	
	MATERIALS REQUIRED: 

· Learner Handouts

· CJG Forms

· Markers & Flipchart with Paper

· Long, thin, lightweight rods or dowels (one per groups of 6)
	

	5 mins

	Welcome/Introduce yourself & WEM 
· Housekeeping: learners complete CJG forms if not completed prior to session
· Explain that Workplace Education Manitoba (WEM) focuses on training and supporting the Manitoba workplace. 

· Go through the Objectives – refer to ppt slide #3
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* Assess one’s confidence and ability in handling conflict,

* Use active listening skills and communicate information
clearly and accurately to others,

* Understand why policies and procedures are in place to
prevent and resolve difficult situations, and

© Learn problem solving strategies to resolve difficult
situations and maintain a loyal customer base.





· Show ppt #4 and present to the group
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	Objective #1 - Assess one’s confidence and ability in handling conflict.

· Show ppt slide #5

· SAY: Before we begin our session, please turn to page 2 in your handout. Take a few minutes to answer the questions and rate yourself from 1-5 ( 1=Never and 5=Always). If there are any questions as you go through, feel free to ask me. 

· Once complete, advise group that we will cover many of the points asked in the assessment. But for now, are there any questions or comments about it?
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· Show ppt slide #6
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· Icebreaker – explain to learners that we are going to do a quick icebreaker. Split learners into groups of 6 or 8 (depending on size of group).
· Line up in two rows which face each other. Give each group the Helium Stick- a long, thin, lightweight rod.

· Ask participants to point their index fingers and hold their arms out. 

· Lay the Helium Stick down on their fingers.  Get the group to adjust their finger heights until the Helium Stick is horizontal and everyone's index fingers are touching the stick. 

· Explain that the challenge is to lower the Helium Stick to the ground.

· The catch: Each person's fingers must be in contact with the Helium Stick at all times. Pinching or grabbing the pole in not allowed - it must rest on top of fingers.

· Reiterate to the group that if anyone's finger is caught not touching the Helium Stick, the task will be restarted. Let the task begin....
INSTRUCTOR NOTE: The secret (keep it to yourself) is that the collective upwards pressure created by everyone's fingers tends to be greater than the weight of the stick.  As a result, the more a group tries, the more the stick tends to 'float' upwards.
DEBRIEF by asking how it went. Ask if any of the groups made it close to the floor. Why do you think that is? 

Explain to the reason for the difficulty to lower the stick. Ask for strategies the group used? Did they come up with a plan before trying the activity? Did any of the team members play a specific role (motivator, idea-maker, etc.)? Would you do anything different next time? Was this a challenging situation? 

NOTE TO INSTRUCTOR: Measure the learning for Objective #1 at the end of the session. Many of the techniques for difficult situations that were asked in the assessment will be covered throughout the session. Learners will also be practicing resolving difficult situations through role plays. 
	Learner Handout pg. 2-3



	5 mins
	Benefits of Handling Challenging Situations

· Show ppt slide #7
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· ASK: What are the benefits of handling challenging situations? Are there benefits for you personally? 
· SAY: Take a few minutes on your own to jot down some benefits for each the customer, the business and for you. 

· Once complete, go through as a group. 

· Potential Responses:

· For You: be a role model, develop problem-solving skills, increase confidence, be recognized by management as a leader, etc.

· For the Business: gain a good reputation, repeat business, customer loyalty, motivates staff, staff retention, values customers, etc.

· For the Customer: feel valued, meets expectations, want to do business with the company, etc. 
	Learner Handout pg. 4



	15 mins
	Objective #2: Use active listening skills and communicate information clearly and accurately to others.
· ASK: Are you a good listener? How would you describe an active listener? Were you born with this skill? Is it always easy to actively listen? What may be some barriers?
· Take some time to discuss these questions. Scribe on the flipchart some of the barriers to active listening that learners experience at work.
· Show ppt slide #8
· Go through each technique and elaborate. Involve the learners by asking them how they do these techniques and why they are important to active listening. 
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· Show ppt slide #9 and go through the acronym technique
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· Show ppt slide #10
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· SAY: Let’s practice our active listening. Please partner up. Take turns telling your partner about what you did last weekend for 3 minutes. (Facilitator to time). Your partner must be silent for the entire 3 minutes. Once you are done, your partner will paraphrase back to you what they heard about your weekend. 

· Debrief by asking if it was hard to listen for 3 minutes without saying anything. Why do you think that is? What made it difficult to listen? Were you able to repeat back most of what your partner shared with you or did you forget a lot of details? How does this reflect on your active listening skills?

· Show ppt slide #11
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· SAY: One more active listening technique would be to Confirm, Clarify and Paraphrase. If you did the 3-minute listening activity again, and you could use this technique, do you think you would have remembered more of the details? 
NOTE TO INSTRUCTOR: Measure the transfer of learning by the learners’ ability to actively listen to their partners 3-minute talk. Assess how the activity went. Make notes for the final report.  
	Learner Handout pg. 5-6


	15 mins
	BREAK OUT
	

	5 mins
	Objective #3 - Understand why policies and procedures are in place to prevent and resolve difficult situations.
· ASK: Who has policies and procedures in their workplaces? Can you give us an example?

· ASK: What is the purpose of workplace policies and procedures?  

· Show ppt slides #12 & 13 and refer learners to page 7.
· Present the points and provide elaboration. 
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Benefits to adhering to organizational policies:

* Encourages consistent company behaviour

 Provides a framework for the delivery of consistent service
(e.g. service standards, handling complaints)

© Protects company against legal liabilities
© Helps protect proprietary information and other assets





· Show ppt slide #14

[image: image13.png]How to Sa isfy Your Customers —
Using Policies and Procedures

Why do company policies and procedures play such
an important role when handling challenging
situations?





NOTE TO INSTRUCTOR: Measure the learning by asking the question on slide #14. This will assess learners’ understanding as to why workplace policies and procedures are in place. They are in place for employees to consistently respond and resolve customer concerns and complaints without impacting the company’s bottom line. Make note of their responses. 

	Learner Handout pg. 7
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	Objective #4 - Learn problem solving strategies to resolve difficult situations and maintain a loyal customer base.

· Show ppt slide #15
· Refer learners to page 8 of the handout. Read through the problem-solving technique. Show ppt slide #16 when presenting the first step of “Listen” to your customer. Speak to hot buttons; staying in control of your emotions. 
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· Show ppt slide #16
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· Split learners into groups of 3. Assign a scenario from page 9-11 to each group. Tell them to role play the scenario using the four-step method.
· If time permits, groups can role play the next scenario. 
· Facilitator to walk around and direct as needed. Make note of learners’ ability to handle the challenging situations. 
NOTE TO INSTRUCTOR: Measure the learning by the group’s resolution of the role plays. Observe how they confirm, clarify and paraphrase the problem. Observe their active listening skills and the skills they used to solve the situation. Was quality customer service being demonstrated? If so, make note for the final report.


	Learner Handout pg. 8


	5 mins
	Conclusion

· Show ppt slide #17
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	5 mins
	Evaluations
· Thank learners for their commitment to learning. 

· Show ppt slide #18
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Thank ou!

“Life is either a daring adventure or nothing at
all”

- Helen Keller





· Hand out WEM evaluations. 
	Evaluation 
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